Commerce Incidents Report
6/1/2010 to 7/1/2010 as of 7/1/2010

|Commerce I

First Contact Resolution

First contact resolution tracks DTS' efforts to resolve customer incidents on initial contact.
Cells displayed show the number of incidents resolved on first contact during the reporting period.

Top Number - Total Incidents
Bottom Number - FCR Met

Low Medium Total
Application Error Adobe Acrobat 1
0
Total 1
0
None License 1
Enforcement 0
None 1
0
Total 2
0
Total 3
0
Network Password Novell Client 1
for 32-bit 0
Total 1
0
Total 1
0
Print/Copy/Sca None None 1
n/Fax 0




Low Medium Total
Print/Copy/Sca None Total 1 0 1
n/Fax 0 0 0
Total 1 0 1
0 0 0
5 0 5
0 0 0
Application Error Novell 1 0 1
Messenger 1 0 1
Total 1 0 1
1 0 1
Password Utah Master 1 0 1
Directory 0 0 0
Total 1 0 1
0 0 0
Total 2 0 2
1 0 1
Network Error None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Total 1 0 1
0 0 0
Telecom None None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Total 1 0 1
0 0 0
4 0 4
1 0 1
_No Tier 2 None None 5 0 5
0 0 0




Low Medium Total
_No Tier 2 None Total 5 0 5
0 0 0
Total 5 0 5
0 0 0
Application Error Adobe Acrobat 1 0 1
0 0 0
None 3 0 3
2 0 2
Novell 2 0 2
GroupWise 0 0 0
Novell 5 0 5
Messenger 0 0 0
Total 11 0 11
0 2
None None 7 0 7
5 0 5
Novell 2 0 2
GroupWise 1 0 1
Total 9 0 9
6 0 6
Password None 1 0 1
1 0 1
Total 1 0 1
1 0 1
Total 21 0 21
0 9
Network Error None 2 0 2
1 0 1
Novell Client 4 0 4
for 32-bit 2 0 2
Total 6 0 6
3 0 3




Low Medium Total
Network Incident None 1 0 1
1 0 1
Total 1 0 1
1 0 1
None None 7 0 7
6 0 6
Novell Client 1 0 1
for 32-bit 0 0 0
Total 8 0 8
6 0 6
Password Novell Client 1 0 1
for 32-bit 1 0 1
Total 1 0 1
1 0 1
Performance None 4 0 4
4 0 4
Total 4 0 4
4 0 4
Total 20 0 20
15 0 15
PC/Laptop Error None 3 0 3
2 0 2
Total 3 0 3
2 0 2
Hardware None 7 0 7
5 0 5
Total 7 0 7
5 0 5
None None 17 0 17
13 0 13
Total 17 0 17
13 0 13




Low

Medium

Total

PC/Laptop Password None 1 0 1
1 0 1

Total 1 0 1

1 0 1

Performance None 4 0 4
3 0 3

Total 4 0 4

3 0 3

Virus None 3 0 3
1 0 1

Total 3 0 3

1 0 1

Total 35 0 35
25 0 25

Print/Copy/Sca Error Code None 1 0 1
n/Fax 1 0 1
Total 1 0 1

1 0 1

Incident None 1 1 2
1 1 2

Total 1 1 2

1 1 2

None None 8 0 8
6 0 6

Novell Client 1 0 1

for 32-bit 0 0 0

Total 9 0 9

6 0 6

Total 11 1 12
1 9

92 1 93

57 1 58




Low Medium Total
Application Error Content 1 0 1
Manager 1 0 1
Novell 1 0 1
Messenger 1 0 1
Total 2 0 2
2 0 2
None Computerized 1 0 1
Unemployment 1 0 1
Internet 1 0 1
Explorer 1 0 1
None 1 0 1
1 0 1
Novell 3 0 3
GroupWise 3 0 3
Novell 4 0 4
Messenger 4 0 4
Total 10 0 10
10 0 10
Password Novell 1 0 1
GroupWise 1 0 1
Total 1 0 1
1 0 1
Total 13 0 13
13 0 13
Network Error Novell Client 1 0 1
for 32-bit 1 0 1
Total 1 0 1
1 0 1
Password Novell Client 6 0 6
for 32-bit 5 0 5
Total 6 0 6
5 0 5




Low Medium Total
Network Total 7 0 7
6 0 6
PC/Laptop Error None 2 0 2
1 0 1
Total 2 0 2
1 0 1
None Novell Client 2 0 2
for 32-bit 1 0 1
Total 2 0 2
1 0 1
Total 4 0 4
2 0 2
Print/Copy/Sca None None 1 0 1
n/Fax 0 0 0
Total 1 0 1
0 0 0
Total 1 0 1
0 0 0
25 0 25
21 0 21
Telecom Call/Receive Telephone 1 0 1
0 0 0
Total 1 0 1
0 0 0
Dial Tone Telephone 1 0 1
0 0 0
Total 1 0 1
0 0 0
Feature Telephone 1 0 1
0 0 0
Total 1 0 1
0 0 0




Low

Medium

Total

Telecom

Voice Mail

N

131
80




Missed Initial Response

Missed initial response tracks DTS' efforts to respond to customer incidents in accordance with enterprise standards.

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and

Critical within 30 clock minutes.
Cells displayed show the number of incident responses that missed the enterprise standards during the reporting period.

Top Number - Total Incidents

ird

Bottom Number - Missed Inital Respons

Low Medium Total
Application Error Adobe Acrobat 1 0
0 0
Total 1 0
0 0
None License 1 0
Enforcement 0 0
None 1 0
0 0
Total 2 0
0 0
Total 3 0
0 0
Network Password Novell Client 1 0
for 32-bit 1 0
Total 1 0
1 0
Total 1 0
1 0
Print/Copy/Sca None None 1 0
n/Fax 0 0
Total 1 0
0 0
Total 1 0
0 0




Low

Medium

Total

5 5

1 1

Application Error Novell 1 1
Messenger 0 0

Total 1 1

0 0

Password Utah Master 1 1

Directory 0 0

Total 1 1

0 0

Total 2 2

0 0

Network Error None 1 1
0 0

Total 1 1

0 0

Total 1 1

0 0

Telecom None None 1 1
0 0

Total 1 1

0 0

Total 1 1

0 0

4 4

0 0

_No Tier 2 None None 5 5
0 0

Total 5 5

0 0

Total 5 5

0 0




Low

Medium

Total

Application Error Adobe Acrobat 1 0 1
0 0 0

None 3 0 3

0 0 0

Novell 2 0 2

GroupWise 1 0 1

Novell 5 0 5

Messenger 1 0 1

Total 11 0 1

0 2

None None 7 0 7
0 0 0

Novell 2 0 2

GroupWise 0 0 0

Total 9 0 9

0 0 0

Password None 1 0 1
0 0 0

Total 1 0 1

0 0 0

Total 21 0 21
2 0 2

Network Error None 2 0 2
0 0 0

Novell Client 4 0 4

for 32-bit 1 0 1

Total 6 0 6

1 0 1

Incident None 1 0 1
0 0 0

Total 1 0 1

0 0 0




Low Medium Total
Network None None 7 0 7
0 0 0
Novell Client 1 0 1
for 32-bit 1 0 1
Total 8 0 8
1 0 1
Password Novell Client 1 0 1
for 32-bit 0 0 0
Total 1 0 1
0 0 0
Performance None 4 0 4
0 0 0
Total 4 0 4
0 0 0
Total 20 0 20
2 0 2
PC/Laptop Error None 3 0 3
0 0 0
Total 3 0 3
0 0 0
Hardware None 7 0 7
0 0 0
Total 7 0 7
0 0 0
None None 17 0 17
1 0 1
Total 17 0 17
1 0 1
Password None 1 0 1
0 0 0
Total 1 0 1
0 0 0




Low Medium Total
PC/Laptop Performance None 4 0 4
0 0 0
Total 4 0 4
0 0 0
Virus None 3 0 3
1 0 1
Total 3 0 3
1 0 1
Total 35 0 35
2 0 2
Print/Copy/Sca Error Code None 1 0 1
n/Fax 0 0 0
Total 1 0 1
0 0 0
Incident None 1 1 2
0 1 1
Total 1 1 2
0 1 1
None None 8 0 8
2 0 2
Novell Client 1 0 1
for 32-bit 1 0 1
Total 9 0 9
3 0 3
Total 11 1 12
1 4
92 1 93
9 1 10
Application Error Content 1 0 1
Manager 0 0 0
Novell 1 0 1
Messenger 0 0 0




Low Medium Total
Application Error Total 2 0 2
0 0 0
None Computerized 1 0 1
Unemployment 0 0 0
Internet 1 0 1
Explorer 0 0 0
None 1 0 1
0 0 0
Novell 3 0 3
GroupWise 0 0 0
Novell 4 0 4
Messenger 0 0 0
Total 10 0 10
0 0 0
Password Novell 1 0 1
GroupWise 0 0 0
Total 1 0 1
0 0 0
Total 13 0 13
0 0 0
Network Error Novell Client 1 0 1
for 32-bit 0 0 0
Total 1 0 1
0 0 0
Password Novell Client 6 0 6
for 32-bit 0 0 0
Total 6 0 6
0 0 0
Total 7 0 7
0 0 0
PC/Laptop Error None 2 0 2
0 0 0




Low Medium Total
PC/Laptop Error Total 2 0 2
0 0 0
None Novell Client 2 0 2
for 32-bit 0 0 0
Total 2 0 2
0 0 0
Total 4 0 4
0 0 0
Print/Copy/Sca None None 1 0 1
n/Fax 0 0 0
Total 1 0 1
0 0 0
Total 1 0 1
0 0 0
25 0 25
0 0 0
Telecom Call/Receive Telephone 1 0 1
0 0 0
Total 1 0 1
0 0 0
Dial Tone Telephone 1 0 1
0 0 0
Total 1 0 1
0 0 0
Feature Telephone 1 0 1
0 0 0
Total 1 0 1
0 0 0
Voice Mail None 1 0 1
0 0 0
Total 1 0 1
0 0 0




Low

Medium

Total

Telecom

S

131
11




Average Time To Initial Response

Average time to initial response tracks DTS' efforts in responding to customer incidents based upon established enterprise standards.
Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and
Critical within 30 clock hour minutes.

Cells displayed show the number of incidents and the average time it took DTS to respond to the customer's problem.

Top Number - Total Incidents
Bottom Number -Average time in hours

Low Medium Total
Application Error Adobe Acrobat 1 0 1
1.00 0.00 1.00
Total 1 0 1
1.00 0.00 1.00
None License 1 0 1
Enforcement 0.07 0.00 0.07
None 1 0 1
0.60 0.00 0.60
Total 2 0 2
0.34 0.00 0.34
Total 3 0 3
0.56 0.00 0.56
Network Password Novell Client 1 0 1
for 32-bit 1.12 0.00 1.12
Total 1 0 1
1.12 0.00 1.12
Total 1 0 1
1.12 0.00 1.12
Print/Copy/Sca None None 1 0 1
n/Fax 0.88 0.00 0.88
Total 1 0 1
0.88 0.00 0.88
Total 1 0 1
0.88 0.00 0.88




Low Medium Total
5 0 5
0.73 0.00 0.73
Application Error Novell 1 0 1
Messenger 0.17 0.00 0.17
Total 1 0 1
0.17 0.00 0.17
Password Utah Master 1 0 1
Directory 0.28 0.00 0.28
Total 1 0 1
0.28 0.00 0.28
Total 2 0 2
0.22 0.00 0.22
Network Error None 1 0 1
0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
Telecom None None 1 0 1
0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
4 0 4
0.1 0.00 0.11
_No Tier 2 None None 5 0 5
0.02 0.00 0.02
Total 5 0 5
0.02 0.00 0.02
Total 5 0 5
0.02 0.00 0.02




Low Medium Total
Application Error Adobe Acrobat 1 0 1
0.30 0.00 0.30
None 3 0 3
0.00 0.00 0.00
Novell 2 0 2
GroupWise 0.92 0.00 0.92
Novell 5 0 5
Messenger 3.21 0.00 3.21
Total 11 0 1
1.65 0.00 1.65
None None 7 0 7
0.05 0.00 0.05
Novell 2 0 2
GroupWise 0.27 0.00 0.27
Total 9 0 9
0.10 0.00 0.10
Password None 1 0 1
0.85 0.00 0.85
Total 1 0 1
0.85 0.00 0.85
Total 21 0 21
0.95 0.00 0.95
Network Error None 2 0 2
0.00 0.00 0.00
Novell Client 4 0 4
for 32-bit 1.04 0.00 1.04
Total 6 0 6
0.70 0.00 0.70
Incident None 1 0 1
0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00




Low Medium Total
Network None None 7 0 7
0.05 0.00 0.05
Novell Client 1 0 1
for 32-bit 1.06 0.00 1.06
Total 8 0 8
0.18 0.00 0.18
Password Novell Client 1 0 1
for 32-bit 0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
Performance None 4 0 4
0.02 0.00 0.02
Total 4 0 4
0.02 0.00 0.02
Total 20 0 20
0.28 0.00 0.28
PC/Laptop Error None 3 0 3
0.04 0.00 0.04
Total 3 0 3
0.04 0.00 0.04
Hardware None 7 0 7
0.00 0.00 0.00
Total 7 0 7
0.00 0.00 0.00
None None 17 0 17
0.17 0.00 0.17
Total 17 0 17
0.17 0.00 0.17
Password None 1 0 1
0.12 0.00 0.12
Total 1 0 1
0.12 0.00 0.12




Low Medium Total
PC/Laptop Performance None 4 0 4
0.14 0.00 0.14
Total 4 0 4
0.14 0.00 0.14
Virus None 3 0 3
1.54 0.00 1.54
Total 3 0 3
1.54 0.00 1.54
Total 35 0 35
0.24 0.00 0.24
Print/Copy/Sca Error Code None 1 0 1
n/Fax 0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
Incident None 1 1 2
0.00 6.35 3.17
Total 1 1 2
0.00 6.35 3.17
None None 8 0 8
0.69 0.00 0.69
Novell Client 1 0 1
for 32-bit 1.38 0.00 1.38
Total 9 0 9
0.77 0.00 0.77
Total 11 1 12
0.63 6.35 1.10
92 1 93
0.44 6.35 0.51
Application Error Content 1 0 1
Manager 0.00 0.00 0.00
Novell 1 0 1
Messenger 0.15 0.00 0.15




Low Medium Total
Application Error Total 2 0 2
0.08 0.00 0.08
None Computerized 1 0 1
Unemployment 0.00 0.00 0.00
Internet 1 0 1
Explorer 0.00 0.00 0.00
None 1 0 1
0.00 0.00 0.00
Novell 3 0 3
GroupWise 0.00 0.00 0.00
Novell 4 0 4
Messenger 0.05 0.00 0.05
Total 10 0 10
0.02 0.00 0.02
Password Novell 1 0 1
GroupWise 0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
Total 13 0 13
0.03 0.00 0.03
Network Error Novell Client 1 0 1
for 32-bit 0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
Password Novell Client 6 0 6
for 32-bit 0.03 0.00 0.03
Total 6 0 6
0.03 0.00 0.03
Total 7 0 7
0.03 0.00 0.03
PC/Laptop Error None 2 0 2
0.47 0.00 0.47




Low Medium Total
PC/Laptop Error Total 2 0 2
0.47 0.00 0.47
None Novell Client 2 0 2
for 32-bit 0.00 0.00 0.00
Total 2 0 2
0.00 0.00 0.00
Total 4 0 4
0.23 0.00 0.23
Print/Copy/Sca None None 1 0 1
n/Fax 0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
25 0 25
0.06 0.00 0.06
Telecom Call/Receive Telephone 1 0 1
0.22 0.00 0.22
Total 1 0 1
0.22 0.00 0.22
Dial Tone Telephone 1 0 1
0.43 0.00 0.43
Total 1 0 1
0.43 0.00 0.43
Feature Telephone 1 0 1
0.12 0.00 0.12
Total 1 0 1
0.12 0.00 0.12
Voice Mail None 1 0 1
0.08 0.00 0.08
Total 1 0 1
0.08 0.00 0.08




Low

Medium

Total

Telecom

0.21

0.21

131
0.41




Missed Resolution

Missed resolution tracks DTS' efforts to resolve customer incidents in accordance with enterprise standards.

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and
Critical within 2 clock hours.

Cells displayed show the number of incidents that missed the enterprise resolution times during the reporting period.

Top Number - Total Incidents
Bottom Number - Missed Resolution

Low Medium Total
Application Error Adobe Acrobat 1 0 1
0 0 0
Total 1 0 1
0 0 0
None License 1 0 1
Enforcement 0 0 0
None 1 0 1
0 0
Total 2 0 2
0 0 0
Total 3 0 3
0 0 0
Network Password Novell Client 1 0 1
for 32-bit 0 0 0
Total 1 0 1
0 0 0
Total 1 0 1
0 0 0
Print/Copy/Sca None None 1 0 1
n/Fax 0 0 0
Total 1 0 1
0 0 0
Total 1 0 1
0 0 0
5 0 5
0 0 0




Low Medium Total
Application Error Novell 1 0 1
Messenger 0 0 0
Total 1 0 1
0 0 0
Password Utah Master 1 0 1
Directory 0 0 0
Total 1 0 1
0 0 0
Total 2 0 2
0 0 0
Network Error None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Total 1 0 1
0 0 0
Telecom None None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Total 1 0 1
0 0 0
4 0 4
0 0 0
_No Tier 2 None None 5 0 5
0 0 0
Total 5 0 5
0 0 0
Total 5 0 5
0 0 0
Application Error Adobe Acrobat 1 0 1
0 0 0




Low Medium Total
Application Error None 3 0 3
0 0 0
Novell 2 0 2
GroupWise 0 0 0
Novell 5 0 5
Messenger 1 0 1
Total 11 0 11
1 0 1
None None 7 0 7
0 0 0
Novell 2 0 2
GroupWise 0 0 0
Total 9 0 9
0 0 0
Password None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Total 21 0 21
1 0 1
Network Error None 2 0 2
0 0 0
Novell Client 4 0 4
for 32-bit 0 0 0
Total 6 0 6
0 0 0
Incident None 1 0 1
0 0 0
Total 1 0 1
0 0 0
None None 7 0 7
0 0 0




Low Medium Total
Network None Novell Client 1 0 1
for 32-bit 0 0 0
Total 8 0 8
0 0 0
Password Novell Client 1 0 1
for 32-bit 0 0 0
Total 1 0 1
0 0 0
Performance None 4 0 4
0 0 0
Total 4 0 4
0 0 0
Total 20 0 20
0 0 0
PC/Laptop Error None 3 0 3
0 0 0
Total 3 0 3
0 0 0
Hardware None 7 0 7
0 0 0
Total 7 0 7
0 0 0
None None 17 0 17
1 0 1
Total 17 0 17
1 0 1
Password None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Performance None 4 0 4
0 0 0




Low

Medium

Total

PC/Laptop Performance Total 4 0 4
0 0 0

Virus None 3 0 3

0 0 0

Total 3 0 3

0 0 0

Total 35 0 35

1 0 1

Print/Copy/Sca Error Code None 1 0 1
n/Fax 0 0 0
Total 1 0 1

0 0 0

Incident None 1 1 2

0 1 1

Total 1 1 2

0 1 1

None None 8 0 8

0 0 0

Novell Client 1 0 1

for 32-bit 0 0 0

Total 9 0 9

0 0 0

Total 11 1 12

1 1

92 1 93

2 1 3

Application Error Content 1 0 1
Manager 0 0 0

Novell 1 0 1

Messenger 0 0 0

Total 2 0 2

0 0 0




Low Medium Total
Application None Computerized 1 0 1
Unemployment 0 0 0
Internet 1 0 1
Explorer 0 0 0
None 1 0 1
0 0 0
Novell 3 0 3
GroupWise 0 0 0
Novell 4 0 4
Messenger 0 0 0
Total 10 0 10
0 0 0
Password Novell 1 0 1
GroupWise 0 0 0
Total 1 0 1
0 0 0
Total 13 0 13
0 0 0
Network Error Novell Client 1 0 1
for 32-bit 0 0 0
Total 1 0 1
0 0 0
Password Novell Client 6 0 6
for 32-bit 0 0 0
Total 6 0 6
0 0 0
Total 7 0 7
0 0 0
PC/Laptop Error None 2 0 2
0 0 0
Total 2 0 2
0 0 0




Low Medium Total
PC/Laptop None Novell Client 2 2
for 32-bit 0 0
Total 2 2
0 0
Total 4 4
0 0
Print/Copy/Sca None None 1 1
n/Fax 0 0
Total 1 1
0 0
Total 1 1
0 0
25 25
0 0
Telecom Call/Receive Telephone 1 1
0 0
Total 1 1
0 0
Dial Tone Telephone 1 1
0 0
Total 1 1
0 0
Feature Telephone 1 1
0 0
Total 1 1
0 0
Voice Mail None 1 1
0 0
Total 1 1
0 0
Total 4 4
0 0




Low Medium Total

131




Average Time To Resolution

Average time to resolution tracks DTS' efforts to resolve customer incidents based upon established enterprise standards.

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and
Critical within 2 clock hours.

Cells displayed show the number of incidents and the average time it took DTS to resolve the customer's problem.

Top Number - Total Incidents
Bottom Number - Average time in hours

Low Medium Total
Application Error Adobe Acrobat 1 0 1
5.93 0.00 5.93
Total 1 0 1
5.93 0.00 5.93
None License 1 0 1
Enforcement 0.07 0.00 0.07
None 1 0 1
1.98 0.00 1.98
Total 2 0 2
1.02 0.00 1.02
Total 3 0 3
2.66 0.00 2.66
Network Password Novell Client 1 0 1
for 32-bit 1.12 0.00 1.12
Total 1 0 1
1.12 0.00 1.12
Total 1 0 1
1.12 0.00 1.12
Print/Copy/Sca None None 1 0 1
n/Fax 0.88 0.00 0.88
Total 1 0 1
0.88 0.00 0.88
Total 1 0 1
0.88 0.00 0.88




Low Medium Total
5 0 5
2.00 0.00 2.00
Application Error Novell 1 0 1
Messenger 0.17 0.00 0.17
Total 1 0 1
0.17 0.00 0.17
Password Utah Master 1 0 1
Directory 0.28 0.00 0.28
Total 1 0 1
0.28 0.00 0.28
Total 2 0 2
0.22 0.00 0.22
Network Error None 1 0 1
0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
Telecom None None 1 0 1
0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
4 0 4
0.1 0.00 0.11
_No Tier 2 None None 5 0 5
0.02 0.00 0.02
Total 5 0 5
0.02 0.00 0.02
Total 5 0 5
0.02 0.00 0.02




Low Medium Total
Application Error Adobe Acrobat 1 0 1
0.30 0.00 0.30
None 3 0 3
0.00 0.00 0.00
Novell 2 0 2
GroupWise 1.12 0.00 1.12
Novell 5 0 5
Messenger 3.50 0.00 3.50
Total 11 0 1
1.82 0.00 1.82
None None 7 0 7
0.05 0.00 0.05
Novell 2 0 2
GroupWise 0.27 0.00 0.27
Total 9 0 9
0.10 0.00 0.10
Password None 1 0 1
0.88 0.00 0.88
Total 1 0 1
0.88 0.00 0.88
Total 21 0 21
1.04 0.00 1.04
Network Error None 2 0 2
0.00 0.00 0.00
Novell Client 4 0 4
for 32-bit 1.23 0.00 1.23
Total 6 0 6
0.82 0.00 0.82
Incident None 1 0 1
0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00




Low Medium Total
Network None None 7 0 7
0.63 0.00 0.63
Novell Client 1 0 1
for 32-bit 1.06 0.00 1.06
Total 8 0 8
0.68 0.00 0.68
Password Novell Client 1 0 1
for 32-bit 1.16 0.00 1.16
Total 1 0 1
1.16 0.00 1.16
Performance None 4 0 4
0.02 0.00 0.02
Total 4 0 4
0.02 0.00 0.02
Total 20 0 20
0.58 0.00 0.58
PC/Laptop Error None 3 0 3
0.04 0.00 0.04
Total 3 0 3
0.04 0.00 0.04
Hardware None 7 0 7
0.00 0.00 0.00
Total 7 0 7
0.00 0.00 0.00
None None 17 0 17
0.81 0.00 0.81
Total 17 0 17
0.81 0.00 0.81
Password None 1 0 1
0.86 0.00 0.86
Total 1 0 1
0.86 0.00 0.86




Low Medium Total
PC/Laptop Performance None 4 0 4
0.33 0.00 0.33
Total 4 0 4
0.33 0.00 0.33
Virus None 3 0 3
1.54 0.00 1.54
Total 3 0 3
1.54 0.00 1.54
Total 35 0 35
0.59 0.00 0.59
Print/Copy/Sca Error Code None 1 0 1
n/Fax 0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
Incident None 1 1 2
0.00 6.35 3.17
Total 1 1 2
0.00 6.35 3.17
None None 8 0 8
1.08 0.00 1.08
Novell Client 1 0 1
for 32-bit 1.38 0.00 1.38
Total 9 0 9
1.11 0.00 1.11
Total 11 1 12
0.90 6.35 1.37
92 1 93
0.69 6.35 0.76
Application Error Content 1 0 1
Manager 0.00 0.00 0.00
Novell 1 0 1
Messenger 0.15 0.00 0.15




Low Medium Total
Application Error Total 2 0 2
0.08 0.00 0.08
None Computerized 1 0 1
Unemployment 0.00 0.00 0.00
Internet 1 0 1
Explorer 0.00 0.00 0.00
None 1 0 1
0.00 0.00 0.00
Novell 3 0 3
GroupWise 0.00 0.00 0.00
Novell 4 0 4
Messenger 0.05 0.00 0.05
Total 10 0 10
0.02 0.00 0.02
Password Novell 1 0 1
GroupWise 0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
Total 13 0 13
0.03 0.00 0.03
Network Error Novell Client 1 0 1
for 32-bit 0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
Password Novell Client 6 0 6
for 32-bit 0.03 0.00 0.03
Total 6 0 6
0.03 0.00 0.03
Total 7 0 7
0.03 0.00 0.03
PC/Laptop Error None 2 0 2
0.62 0.00 0.62




Low Medium Total
PC/Laptop Error Total 2 0 2
0.62 0.00 0.62
None Novell Client 2 0 2
for 32-bit 0.00 0.00 0.00
Total 2 0 2
0.00 0.00 0.00
Total 4 0 4
0.27 0.00 0.27
Print/Copy/Sca None None 1 0 1
n/Fax 0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
25 0 25
0.07 0.00 0.07
Telecom Call/Receive Telephone 1 0 1
2.25 0.00 2.25
Total 1 0 1
2.25 0.00 2.25
Dial Tone Telephone 1 0 1
0.43 0.00 0.43
Total 1 0 1
0.43 0.00 0.43
Feature Telephone 1 0 1
0.13 0.00 0.13
Total 1 0 1
0.13 0.00 0.13
Voice Mail None 1 0 1
0.12 0.00 0.12
Total 1 0 1
0.12 0.00 0.12




Low Medium Total
Voice Telecom Total 4 0 4
Operations 0.73 0.00 0.73
Total 4 0 4
0.73 0.00 0.73
Total 130 1 131
0.62 6.35 0.66
INC000000135926 _No Tier 2 None None TIR Missed: No TIR:  0.03
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.03
INC000000135931 _No Tier 2 None None TIR Missed: No TIR:  0.02
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.02
INC000000136718  _No Tier 2 None None TIR Missed: No  TIR: 0.03
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.03
INC000000147282 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000147288 _No Tier 2 None None TIR Missed: No  TIR: 0.00
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.00
Application
INC000000135237  Application None License Enforcement Sys TIR Missed: No  TIR: 0.07
Application Support Commerce Low Closed TTR Missed: No  TTR: 0.07
INC000000136093  Application Error Novell Messenger TIR Missed: Yes TIR: 15.07
Metro A Desktop Support Commerce Low Closed TTR Missed: Yes TTR: 15.07
INC000000136603  Application Error Novell Messenger TIR Missed: No  TIR: 0.44
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.72
INC000000136639  Application Error Novell Messenger TIR Missed: No  TIR: 0.07
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.36
INC000000136651  Application None Novell Messenger TIR Missed: No  TIR: 0.12
Metro A Help Desk Commerce Low Closed TTR Missed: No  TTR: 0.12
INC000000136668  Application Error Novell Messenger TIR Missed: No  TIR: 0.37
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.54
INC000000136800  Application None None TIR Missed: No TIR:  0.02
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.02
INC000000136820  Application Error Novell Messenger TIR Missed: No  TIR: 0.10
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.80
INC000000136891  Application Error Novell Messenger TIR Missed: No  TIR: 0.15
Metro A Help Desk Commerce Low Closed TTR Missed: No  TTR: 0.15
INC000000136899  Application Error Novell Messenger TIR Missed: No  TIR: 0.17
Help Desk Commerce Low Closed TTR Missed: No  TTR: 0.17
INC000000136956  Application None Novell Messenger TIR Missed: No  TIR: 0.01
Metro A Help Desk Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000136977  Application None Novell Messenger TIR Missed: No  TIR: 0.01
Metro A Help Desk Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000137207  Application None Novell Messenger TIR Missed: No  TIR: 0.04




Metro A Help Desk Commerce Low Closed TTR Missed: No  TTR: 0.04
INC000000137391  Application None None TIR Missed: No TIR:  0.03
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.03
INC000000138957  Application None Novell GroupWise TIR Missed: No  TIR: 0.09
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.09
INC000000139000  Application Password Utah Master Directory TIR Missed: No  TIR: 0.28
Help Desk Commerce Low Closed TTR Missed: No  TTR: 0.28
INC000000139467  Application Error Novell GroupWise TIR Missed: Yes TIR: 1.57
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 1.58
INC000000139861  Application None Novell GroupWise TIR Missed: No  TIR: 0.44
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.45
INC000000140421  Application None None TIRMissed: No TIR:  0.02
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.02
INC000000142017  Application None None TIR Missed: No TIR:  0.60
Application Support Commerce Low Closed TTR Missed: No  TTR: 1.98
INC000000143440  Application Error Novell GroupWise TIR Missed: No TIR: 0.26
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.67
INC000000143736  Application None Novell GroupWise TIR Missed: No TIR: 0.00
Metro A Help Desk Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000145724  Application Error Adobe Acrobat TIR Missed: No TIR:  1.00
Application Support Commerce Low Resolved TTR Missed: No  TTR: 5.93
INC000000146099  Application None None TIR Missed: No TIR:  0.00
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000146101  Application Error None TIR Missed: No TIR:  0.00
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000146530  Application None Computerized Unemployi TIR Missed: No TIR: 0.00
Metro A Help Desk Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000146585  Application Password Novell GroupWise TIR Missed: No TIR: 0.00
Metro A Help Desk Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000146650  Application Password None TIRMissed: No TIR: 0.85
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.88
INC000000146788  Application None None TIR Missed: No TIR:  0.00
Metro A Help Desk Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000147001  Application None Internet Explorer TIR Missed: No TIR: 0.00
Metro A Help Desk Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000147286  Application None None TIR Missed: No TIR:  0.00
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000147291  Application None None TIR Missed: No TIR:  0.00
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000147584  Application Error None TIR Missed: No TIR:  0.00
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000148419  Application Error None TIR Missed: No TIR:  0.00
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000148847  Application Error Adobe Acrobat TIR Missed: No TIR:  0.30
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.30
INC000000150373  Application None Novell GroupWise TIR Missed: No TIR: 0.00
Metro A Help Desk Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000150800  Application None Novell GroupWise TIR Missed: No TIR: 0.00



Metro A Help Desk Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000151150  Application None None TIRMissed: No TIR: 0.27
Metro A Desktop Support Commerce Low Resolved TTR Missed: No TTR: 0.27
INC000000151304  Application Error Content Manager TIR Missed: No TIR:  0.00
Metro A Help Desk Commerce Low Resolved TTR Missed: No  TTR: 0.00
Network
INC000000135535  Network Password Novell Client for 32-bit W TIR Missed: No  TIR: 0.07
Metro A Help Desk Commerce Low Closed TTR Missed: No  TTR: 0.07
INC000000135758  Network Error Novell Client for 32-bit W TIR Missed: No  TIR: 0.72
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 1.09
INC000000136411 Network Error Novell Client for 32-bit W TIR Missed: No  TIR: 0.34
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.34
INC000000136900  Network Performance None TIR Missed: No  TIR: 0.07
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.07
INC000000137394  Network None None TIRMissed: No TIR:  0.01
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.01
INC000000137518  Network Password Novell Client for 32-bit W TIR Missed: No TIR: 0.04
Metro A Help Desk Commerce Low Closed TTR Missed: No  TTR: 0.04
INC000000137524  Network Password Novell Client for 32-bit W TIR Missed: No TIR: 0.08
Metro A Help Desk Commerce Low Closed TTR Missed: No  TTR: 0.08
INC000000137556  Network Error Novell Client for 32-bit W TIR Missed: No TIR: 0.17
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.43
INC000000138269  Network Error None TIR Missed: No TIR:  0.00
Help Desk Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000140269  Network None None TIRMissed: No TIR:  0.01
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.01
INC000000140927  Network Password Novell Client for 32-bit W TIR Missed: Yes TIR: 1.12
Application Support Commerce Low Closed TTR Missed: No  TTR: 1.12
INC000000141779  Network Password Novell Client for 32-bit W TIR Missed: No TIR: 0.00
Metro A Help Desk Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000141872  Network Password Novell Client for 32-bit W TIR Missed: No TIR: 0.00
Metro A Help Desk Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000143287  Network Error Novell Client for 32-bit W TIR Missed: Yes TIR: 2.94
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 3.04
INC000000143547  Network Error None TIR Missed: No TIR:  0.00
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000143548  Network Error None TIR Missed: No TIR:  0.00
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000143878  Network Performance None TIR Missed: No  TIR: 0.00
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000144091 Network None Novell Client for 32-bit W TIR Missed: Yes TIR: 1.06
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 1.06
INC000000145317  Network None None TIR Missed: No TIR:  0.00
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000145390  Network None None TIR Missed: No TIR:  0.00
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000145551 Network Error Novell Client for 32-bit W TIR Missed: No TIR: 0.00
Metro A Help Desk Commerce Low Resolved TTR Missed: No TTR: 0.00




INC000000145580  Network None None TIR Missed: No TIR:  0.00
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000145692  Network Password Novell Client for 32-bit W TIR Missed: No  TIR: 0.00
Metro A Desktop Support Commerce Low Resolved TTR Missed: No TTR: 1.16
INC000000146158  Network None None TIR Missed: No  TIR: 0.00
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000146927  Network None None TIR Missed: No TIR: 0.36
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 4.36
INC000000147684  Network Performance None TIR Missed: No  TIR: 0.00
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000148430  Network Incident None TIR Missed: No TIR:  0.00
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000151204  Network Password Novell Client for 32-bit W TIR Missed: No TIR: 0.00
Metro A Help Desk Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000151670  Network Performance None TIR Missed: No  TIR: 0.00
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.00
PC/Laptop
INC000000131563  PC/Laptop Performance None TIRMissed: No TIR: 0.15
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.90
INC000000136363  PC/Laptop Virus None TIRMissed: No TIR: 0.77
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.77
INC000000136489  PC/Laptop None None TIR Missed: No TIR:  0.04
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.04
INC000000136661  PC/Laptop None None TIRMissed: No TIR:  0.02
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.02
INC000000138959  PC/Laptop Error None TIR Missed: No TIR:  0.03
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.03
INC000000138964  PC/Laptop None None TIR Missed: No TIR:  0.04
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.04
INC000000138971  PC/Laptop None None TIR Missed: No TIR:  0.03
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.03
INC000000139598  PC/Laptop None None TIRMissed: No TIR:  0.01
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.01
INC000000139918  PC/Laptop Error None TIR Missed: No TIR:  0.09
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.10
INC000000140594  PC/Laptop None None TIRMissed: No TIR: 0.55
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.55
INC000000141478  PC/Laptop None None TIRMissed: No TIR: 0.12
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 1.13
INC000000142316  PC/Laptop None None TIR Missed: No TIR:  0.31
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 1.38
INC000000142398  PC/Laptop Error None TIR Missed: No TIR:  0.00
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000142402  PC/Laptop None None TIR Missed: No TIR:  0.00
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000142793  PC/Laptop Error None TIR Missed: No TIR:  0.93
Metro A Help Desk Commerce Low Closed TTR Missed: No  TTR: 0.93
INC000000142829  PC/Laptop None Novell Client for 32-bit W TIR Missed: No TIR: 0.00



Metro A Help Desk Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000143153  PC/Laptop None None TIR Missed: No TIR:  0.00
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000143245  PC/Laptop None None TIR Missed: No TIR: 0.55
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.55
INC000000143515  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000143533  PC/Laptop None None TIR Missed: No TIR:  0.00
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000143792  PC/Laptop Password None TIRMissed: No TIR: 0.12
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.86
INC000000144609  PC/Laptop None None TIR Missed: No TIR:  0.00
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.92
INC000000144612  PC/Laptop Error None TIR Missed: No TIR:  0.00
Metro A Help Desk Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000144636  PC/Laptop None Novell Client for 32-bit W TIR Missed: No TIR: 0.00
Metro A Help Desk Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000144733  PC/Laptop None None TIR Missed: No TIR:  0.00
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000147587  PC/Laptop Performance None TIR Missed: No TIR: 0.00
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000148409  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000148417  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000148426  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000148434  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000148437  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000148439  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000151320  PC/Laptop None None TIR Missed: Yes TIR: 1.20
Metro A Desktop Support Commerce Low Resolved TTR Missed: Yes TTR: 9.01
INC000000151669  PC/Laptop None None TIR Missed: No TIR:  0.00
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000151690  PC/Laptop Performance None TIR Missed: No TIR: 0.00
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000151702  PC/Laptop Virus None TIR Missed: Yes TIR: 3.23
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 3.23
INC000000151792  PC/Laptop Virus None TIRMissed: No TIR: 0.63
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.63
INC000000151810  PC/Laptop Performance None TIRMissed: No TIR:  0.41
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.41
INC000000152094  PC/Laptop None None TIR Missed: No TIR:  0.00
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.00

Print/Copy/Scan/Fax



INC000000133639  Print/Copy/Scan/Fax None Novell Client for 32-bit W TIR Missed: Yes TIR: 1.38
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 1.38
INC000000136970  Print/Copy/Scan/Fax None None TIR Missed: No TIR: 0.88
Application Support Commerce Low Closed TTR Missed: No  TTR: 0.88
INC000000137397  Print/Copy/Scan/Fax None None TIR Missed: No TIR:  0.03
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.03
INC000000137674  Print/Copy/Scan/Fax Incident None TIR Missed: Yes TIR: 6.35
Metro A Desktop Support Commerce Medium Closed TTR Missed: Yes TTR: 6.35
INC000000138485  Print/Copy/Scan/Fax None None TIRMissed: No TIR: 0.24
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.24
INC000000139600  Print/Copy/Scan/Fax None None TIR Missed: No TIR:  0.02
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.02
INC000000142400  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.00
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000142778  Print/Copy/Scan/Fax None None TIR Missed: Yes TIR: 1.98
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 2.64
INC000000143071  Print/Copy/Scan/Fax None None TIR Missed: No TIR:  0.00
Metro A Desktop Support Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000144263  Print/Copy/Scan/Fax None None TIR Missed: No TIR:  0.00
Metro A Help Desk Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000144488  Print/Copy/Scan/Fax None None TIR Missed: No TIR: 0.87
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.93
INC000000144744  Print/Copy/Scan/Fax None None TIRMissed: No TIR: 0.13
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 1.99
INC000000144773  Print/Copy/Scan/Fax Error Code None TIR Missed: No TIR:  0.00
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 0.00
INC000000150549  Print/Copy/Scan/Fax None None TIR Missed: Yes TIR: 2.23
Metro A Desktop Support Commerce Low Resolved TTR Missed: No  TTR: 2.23
Telecom
INC000000137706  Telecom Feature Telephone TIR Missed: No TIR: 0.12
Voice Operations Commerce Low Closed TTR Missed: No  TTR: 0.13
INC000000141937  Telecom None None TIR Missed: No TIR:  0.00
Help Desk Commerce Low Closed TTR Missed: No  TTR: 0.00
INC000000142265  Telecom Call/Receive Telephone TIR Missed: No TIR: 0.22
Voice Operations Commerce Low Resolved TTR Missed: No  TTR: 2.25
INC000000145886  Telecom Voice Mail None TIR Missed: No  TIR: 0.08
Voice Operations Commerce Low Resolved TTR Missed: No  TTR: 0.12
INC000000151838  Telecom Dial Tone Telephone TIR Missed: No TIR: 043
Voice Operations Commerce Low Resolved TTR Missed: No  TTR: 0.43




